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Knowledge Management

Facilitating access to project/enterprise
knowledge over time

— Natural focus for digital technology
- Why so difficult?




Locating Information in Organizations

* Digital documents are difficult to find
—- Adding metadata is an effort
— People disagree on labels
°* When found, documents are difficult to
assess

- Explanatory context often in inaccessible
email DLs

* So people seek human links to relevant
information, as before




1990s: Pioneers in Virtual Worlds

Explored online environments
* 2.5 and 3D virtual worlds

* Focus was on perception,
cognition, usefulness




Early Virtual World Experiments
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Welcome to Boeing World

327 registrations as of 3-17-98.
Boeing World has been
expanded from 25 to 30
decameters from Ground Zero.

Contacts
Telegrams
2 Help

o Worlds

2'Worlds il
boeing 5
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General Information

¢ About the Boeine UniServer from
Active Worlds

+ How to download and conficure a browser
(NT and Win95 only)

+ How and where to build

o What's New (22 December 1997)

Objects and Art
[Rick Woijcik: Hi, Is this your first time here a|| Objects are inzipped formaf. To view them, copy an
Operator: You have atelegram. object and change ifs name.zip fo name.rwx.

e.g fosee the object streetl.zip, fype the name
Telegram from Lihisom, sent just now:

hoy, did i have that screwed up. and i understand why that would be. might have been able to reason that streetl.rwx in the Object Froperties box.
out, if i had tried.

¢ QObiects in Boeing World

Lihisom: hi rick : 3

Rick Wojcik: Hi, Lihisoom * Obiects in ca-test

Lihisom: had this window buried so i just found that first t'gram ] ! .

Rick Wojcik: I'm still hoping to connect a text-to-speech tool to the chat stream || Useful Links and Discussion Groups
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1990s: Pioneers in Virtual Worlds

Explored online environments
* 2.5 and 3D virtual worlds

* Focus was on perception,
cognition, usefulness

* Little contribution to
enterprise KM




» Collaborative
simulations

* Multiplayer
online games




Today: Settlers in Virtual Worlds

Making online environments inhabitable

* From cognition and
performance to emotion
and engagement

* Digital photos, tagging,
blogs, search




Next Generation to Enter Organizations

* New technologies
— IM and text messaging
- Tagging
- Weblogs

* New Behaviors
— Multi-tasking
— Multimedia authoring
— Search-and-browse

* Parallels the generation that brought email and
word processing into organizations




A Tale of Two Technologies

Email in 1985 and today

* Used mostly by students
— Used by everyone

Access limited to friends
— Accessible to everyone

Clients not interoperable
— Complete interoperability

Conversations ephemeral

— Conversations saved

Chosen for informality
— Became the formal option

Organizational distrust:
Chit-chat? ROI?

- Mission-critical technology

IM in 2005 is evolving
* Used mostly by students

— Use spreading rapidly
Access limited to friends

— Pressure to remove limits

Clients not interoperable
— Pressure for interoperability

Conversations ephemeral

- Recording is more common

Chosen for informality

-~ Becoming more formal

Organizational distrust:
Chit-chat? ROI?

— Will be mission-critical!
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Locating Information in Organizations

* Digital documents are difficult to find
—- Adding metadata is an effort
— People disagree on labels
* When found, documents are difficult to
assess

— Explanatory context often in inaccessible
email DLs

* So people seek human links to relevant
information, as before




Tagging

* User-generated
metadata

* Very lightweight

* Immediately visible
to others
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Already a member?

flickr

The best way to store, search,
sort and share your photos.

[ sign up now!

for a free account
or Learn More.

- Mark Twain

[
-
=
Pad WordPress

Make albums
using Organizr

Upload from camera
phone, Mac or PC

Post photos to
any blog

Add comments,
notes and tags

Advanced privacy,

Find a photo of...

m "Flickr makes [sharing photos] far
easiel

*...cutting-edge real-time photo
sharing.”

Perhaps you'd like to browse everyone's photos?

“...pretty darn cool and super easy to

More Accolades...

Sign Up | Learn More | About Flickr | Terms of Use

4 Internet

RSS/XML feeds, more!



Tagging

* User-generated
metadata

* Very lightweight

* Immediately visible
to others
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Photos: Recent Uploads + Learn More

flickr

View as slideshow

You're looking at all the
public photos tagged with
england.

From daramot

Related:
london, uk, church

building,
erhridge, salishury

yorkshire, to

From otomo
From daramat

Ads by Goooooodle

London Eye Tickets
Up to
Online to s
time.
trip.whallop.co.uk
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All London Tours
T
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Stonhenge and more
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Discover London

Fre ou need to kn
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v visitbritain. comius

From otomo From otomo

From otomo

London & England tours

Pages: 1 2 3 4 5 6 7 .. 1410

What are tags?

You can give your photos a "tag”, which is like a keyword. Tags help you find photos which
have something in common. You can assign as many tags as you wish to each photo.
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Photos: Recent Uploads + Learn More

You're looking at all the
public photos tagged with
london.

flickr

From digitalia From jennyswooyay

underground, night, architecture
hridge, street, towerbridge, sign,
hus, huilding

From AndyDrew
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New York Photos
Get I ‘ork Photos,
viorel Complete

Online
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Limited Edition Photos

Yisit our store for beautiful
signed prints of London &
MNew Yark. =
v, londonprints.co.uk From AndyDrew From AndyDrew

Photographs of New
York
Order Elegant Fine Art Pages:
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Tags / bighen View as slideshow

New window )

You're looking at all the
public photos tagged with
bighen.
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Related:
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londoneye, thar
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unitedkingdom, britain
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Vienna - Photo of the
Day

A daily photo journal.
Schoenbrunn. Hofburg.
Museums. Life in Vienna.
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Photos: Recent Uploads + Learn More

Tags / sign

You're looking at all the
public photos tagged with
sign.

Related:

neon, street, red

also:
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ec Plotters,
Engravers, Color Printers
v, onlysigns.com

Factory Direct Neon
Signs

Quality MNeon Signs,

& Home Low
10 to ch

from
v, eventhing-neon.com

3000 Stock Safety Signs
98 Catagories of Eas y To
Find Signs Danger
Warning Caution Notice
v safetysign.com

Neon Signs

Hug lection of Signs &
Much Mor

flickr
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Photos: Recent Uploads © Learn More

Tags / letter

You're looking at all the
public photos tagged with
letter.

Related:

sign, oneletter, red

See also:

letters, aa, alphahet, nean, light,
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Learn More

Tags / argonne

Sort by
Most recent = Most interesting

From Dr. Engineer-001

Ads by Yahoo!

Digital
Photography
Made...
Compare digital
cameras at HP's
Digital
Photography...

All Digital
Cameras at...

Find, compare and
access links to buy
products in...

From Dr. Engineer-001

From Dr. Engineer-001

flickr

View as slideshow
MNew window e9)

001

From Dr. Engineer-001
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Mebike Training

/
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Argonne Physics Lab

Uploaded on August 27, 2005
9% by Dr. Engineer-001

Dr. Engineer-001's
photostream

This photo also belongs to:

YWatch Geese on duty outside the entrance to the Physics Lab.

Would you like to comment?

Sign up for a free account, or sign in {ifyou're already a memben.
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The best way to store, search,
sort and share your photos.

[ sign up now!

for a free account
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Photos: Explore Flickr - Learn More

Tags / london

Sort by:
Most recent = Most interesting
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ine london

photos
clustery goo

on

From mlazopoulou From mlazopoulou From mlazopoulou

Ads from Yahoo!

HP Photosmart 375

Pcrush.c nfxm and

www perush.com

Photo Print Gifts s
Seconds

From mlazopoulou | M 1 From mlazopoulou

www . photobe.com

Pages: 2 3 4 : 7 ... 10104 10105

Related tags: abbey, britishmuseum, escalator
See also: green, hlue, urhan, toweroflondon, bw, city, british




flickr
london

(Or, try an advanced search.)

england, uk, bigben, londoneye,
westminster, parliament, europe, eye, museum,
red

~p See more in this cluster...

thames, bridge, river, towerbridge, stpauls,
night, bhoat, water, cathedral, sunset

~p See more in this cluster...

tube, underground, train, station, subway,
sign, lohdonunderground, escalator

~p See more in this cluster...

tate, tatemodern, art, modern

~p See more in this cluster...

architecture, building, city, urban

~p See more in this cluster...
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Locating Information in Organizations

* Digital documents are difficult to find
— Adding metadata is an effort
— People disagree on labels
°* When found, documents are difficult to
assess

- Explanatory context often in inaccessible
email DLs

* So people seek human links to relevant
information, as before




Weblogs (Blogs)

* Frequently-updated website composed of posted
entries in reverse-chronological order
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Beware the Hype Cycle

Visibility | Don’t join in just because it’s “in”

Don’t miss out just
because it’s “out”

Technology Peak of Inflated Trough of Slope of Plateau of
Trigger Expectations Disillusionment Enlightenment Productivity

Maturity Gartner

@ 2005 Gartner, Inc. andlor its Affiliates. All Rights Reserved.




Emerging Technologies Hype Cycle 2005

Biometric Identity Documents Key: Time to Plateau

‘ BPM Suites

P2P VolP O Less than two years

Desktop Seg ch © Two to five years

Inkjet Manufactunng ®
Electronic Ink/Digital Pap Five to 10 years
A More than 10 years

Model-driven Approaches
Carbon Nanotubes
Internal Web

Podcasting Q Really Simple Syndication Services
Speech Recognition for
Text Mining Telephony and Call Center
gmented Reality Corporate blogging

e
Platforms Wikis ‘% gpeecnl
Corporate ) . peech
Semantic Web b Business Rule Engines Synthesis

4G 2/ Location "Aware" Applications
) /‘T ~oftware as Service/ASP
Prediction Markets Handwriting Recogpnition
Networked Collective intelligenc
Quantum Computing

/X DNA Logic Service Oriented #B:ILt PC
Architecture (SOA) able .
Internet micro-payments Draft as of July 27, 2005

. Gartnel”

Video Conferencing
RFID (passive)

@ 2005 Gartner, Inc. andlor its Affiliates. All Rights Reserved.




Weblogs (Blogs)

* Frequently-updated website composed of posted
entries in reverse-chronological order

* “‘Single voice’ even when multiple authors
* The most recent is the most interesting

* Fostering discussion (on or off the blog)
- Distribution/notification is fast, easy, flexible
~ Discussion through comments

- Blogs and posts often link to other blogs and posts
— Inbound links (trackback)

* Authorship, audience, topics, and media vary




How Blogs Work

Robert Scoble’s 2. Discoverable
“Five Pillars of
Conversational Qroos?]le i
' 7 echnorati
1. Easy to publish Software i
aypop
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s
gy
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social
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Thanks to Gina Venolia




Blogs in the Workplace

* Categories of most blogs today
1. Public personal interactive diaries

2. “A-list” bloggers on politics, technology, events, cool
stuff

* Corporate use progression
Incoming: rapid access to event coverage

Incoming: invaluable insight into comments on your
products

. Outgoing: tremendous (though risky) ability to put
human face on your enterprise

. Internal (prediction): a knowledge management
technique that mirrors the outgoing benefit




Document Repositories (e.g. Sharepoint)
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Contains the most recent versions of CHI and CSCW Notes and Slides, and the Reference Materials.

Your location:

Name Size Creator Owner Last Modified Events  Action
O gl cscwMedia.doc 47.0K poltrock poltrock  2004-10-07 »l
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Project Blog

Document repository + blog or blog features
Blog links to repository

Blog entries briefly describe documents,
reminders, status, etc. - a single voice

Discussions, debates carried out in email DL;
when worth preserving is captured and put in
repository with blog entry description

It is easier to blog a comment than to email it!




2 CSCW-Tutori~* _.__ ‘nternet Explorer,
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5 @ http:ffcscw-tutorial blogspot.comf
v SearchWeb ~ BFoymFill ~ _# Highlight Eljviewer 5 Allowed ~ s Hotmail  ~ aMessenger v --:-Spaces e

8| Blogger _ SEARCH | BloaThis! GET ) BLOG || NEXT BLOG»

_____ cscw-=tutorial

Wednesday, May 11, 2005

Blog/NetGen slides updated for NUS/CTS talks. should be moved into tutorial.
/l posted by Jonathan @ 2:12 PM {0) comments

Monday. April 18. 2005
Uploaded ECSCW 2006 p
# posted by Jonathan @ &:2

Tuesday. April 12, 2005
Updated materials with CSCW journal TOC, have not yet entered CSCW 2004

papers or videos
/ posted by Jonathan @ 4:18 PM (0) comments

Tuesday. January 25, 2005

Submitted a tutorial to INTERACT 2005. The submission consisted of a single pdf
file created from two Word files. One file contains the proposal (title, tutor
information, content, and info for an advance program). The other file contains a
two-page abstract in Springer Verlag's publication format. Both \Word files were
uploaded to BSCW.

/i posted by Steven @ 8:34 AM (0) comments

Completed and submitted a proposal and a two-page abstract for INTERACT
2005. The abstract was formatted in accordance with Springer-Verlag's
publication format. They were submitted as a single pdf file. The two separate files
were uploaded to BSCW hittp /i ¢ fit fraunhofer.de/b sCw.Cqif0)

/i posted by Steven @ W (0) comments

Sunday. January 23. 2005

Today we worked on INTERACT 2005 submission. Working from CHI amd
IMTERACT 2003 materials Steve drafted a 4-page proposal and 2-page for-
publication summary, and sent email to resolve some uncertainties as to
instructions. Jonathan made a revision pass over the materials. We plan to place
them on the BSCW site when they are complete.

{ posted by Jonathan @ 6:04 PM {0) comments

Fridav Necember 10 2004
&1 R 0 Internet
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Chronological & Other Structures

* Why chronological sequencing is good
- Highly familiar, we can reason about it

— Facilitates skimming

* What about structured information?
- Prized by managers
— Can be created and placed in document repository

* Mergers of blog, repository features likely
* For other purposes, wikis are appropriate

- Require more top-down management
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Locating Information in Organizations

* Digital documents are difficult to find
— Adding metadata is an effort
— People disagree on labels
* When found, documents are difficult to
assess

- Explanatory context often in inaccessible
email DLs

* So people seek human links to relevant
information, as before




Expertise Location Isn't The Answer

* Incentives and social processes are too
complex

* Search technology is advancing
dramatically

* (Exercise: search for < Shirky ontology overrated >)




Conclusions

* Lightweight, social tools or features that
make information highly visible expand
possibilities for KM support

* Emerging rapidly, as students enter the
workforce will flourish

* Social practices and technology needed

* Unresolved questions re: limits to bottom-
up organization




Emerging Technologies and
Knowledge Management

Jonathan Grudin
Microsoft Research
jerudin@microsoft.com

WACE 2005 8 September 2005




